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Remedy Web Console

These instructions should assist you when logging onto the Remedy Web Console. If you have
any problems, please contact the DTS Service Desk at (916) 464-4311 (CALNET 433-4311) or
send an email to: DTSHELP@DTS.CA.GOV

Customers must subscribe to the Remedy Web service in order to create and to view Service
Desk Requests, and to view Change Requests. To request Remedy Web access, please contact
the DTS Service Desk. Please allow approximately three business days for the processing of your
access request.

Login Procedure

You can access the Remedy Web Console at: HTTP://SDP.DTS.CA.GOV

To log into this system, enter your User Name* and Password (Case sensitive) and click on
Login.

* The first letter of each name must be capitalized, e.g., Joe User.

Remedy Mid Tier 6.0

Welcome

User Name* |J|:|e ser

Fassword |n---.

Authentication I

A

C Leave blank D

Lagin | Clear |




SERVICE DESK AND CHANGE REQUESTS

e After logging in, the following window will appear. You will have the option to either view a
Service Desk Request or a Change Request by clicking on one of the tabs located at the top
of the form.

e Service Desk Requests — you will be able to submit and view requests for your agency.
This is Read-Only access and will not be able to update or modify a request. If you need
to update a request, please contact the DTS Service Desk.

e Change Requests — this will display all Change Requests for the Data Center and will
have Read-Only access. You will not be able to submit or modify a Change Request.

5@ Department of Technology Services  Service Desk

Building and supparting California’s technology Infrastructure.

Service Desk
Bequest Procedds: | Service Desk Requests | Change Reguests

~For dok lease contact the DTS 24/7 Service Desk at [916) 464-4311 [CALMET 433-4311)
or for matﬁﬁﬁ?ﬁg immediate attention you may send an e-mail to: DTSHELP{@dts ca_gov.

Submit 3 Request 35 antries retumen ™ T8 entnes matched Defined SearcheslMy Open Service Desk Requests j

Logout Case ID+ fFquuesler MHame+ Category | Status = Create Time Resolved Time | Summary b
HOOO000000246172 | Stacy Fong |Hardware Metwark EW'Drk Ih Progress ESHS;"DE 33355 4M | iTesting e
HODOOOOD00245961 | Stacy Fong |DEC | Resalved |8/30/06 1:58:58 PM | 8/11/06 9:41:03 AM | test tesdt
HOO000000243777 | Stacy Fong Service Degk Calls ?Assigned |B/28/06 84119 AM | et test
HD 0000000243396 | Stacy Fong |DEC | Azsigned |BA16/06 10:01:02 AM| [test3
HOO00000024 3395 EStac_l,J Fong |DECT | Assigned |BA1EBAOE 3:53:51 AM | [test .
HOOOOOD00243331 | Stacy Fong |DEC | Assigned |BAG/06 34957 M | [test
HODOO00000243330 | Stacy Fong DECT | Argsigned |B/15/05 9:45:12 AM | test
HO 0000000243387 | Stacy Fong |DEC | Azsigned |BA15/06 8:11:32 4M | test
HOO00000024 3386 EStac_l,J Fong | Cirix Services | &ssigned |BA150E 71616 AM | test
HDOODDO00243385 | Stacy Fong |Hardware Metwark | &ssigned |B/15/06 7:08:42 4M | EtestE
HOOO00000243384 | Stacy Fong |DECT | Assigned |BABA0E 70803 AM | | testh |=
Kl i3

MNew Search | Request Details | - - - Fagehy S Gl skt - - - -

Caze ID+| Slalusl [Clear] vI Case Type | {Clear] .l Requester Namel
Categol_l.ll j Pendingl [Cle:ar) j' Source I[Elearl vI Requester Login|

Type| = Plil:llil}'l [Clear) <] Ciosure Code |[Elear] -1 Phone] | o[
Iteml j Summal_l,ll J Sitel
Dieseription | J Department |
‘work Log I M
Soluti y
gfm%lg; J Caller Loglnl

........................................................ Caller Name |

Create Date| J ﬂj | Hesolvedl J Caller Phonel




SERVICE DESK REQUESTS

e On the left side of the form, you will have three selections to choose from.

e Service Desk Request Procedures
e Submit a Request
e Logout

For assistance, please contact the DTS 2477 Service Desk at [916) 464-4311 [CALNET 433-4311]
or for matters not requiring immediate attention you may send an e-mail to: DTSHELP{@dts.ca.gov.

Service Desk
Beguest Procedures

Service Desk Requests | Change Reguests

Submit a Request Defined SearcheslMy (pen Service Desk Requests j

28 entries returned * 28 enfriez matched

(sl Case ID+ Requester Hame+ Category Status + Create Time Resolved Time Summary ﬁ
HOOO0O000246172 | Stacy Fong Hardware Metwork. — Work In Progress 9/13/06 8:33:58 AM Testing new
HOO000000245961 | Stacy Fong DECT Resokved 8/30/061:53:58 P |9/11/06 3:41:03 AM | test tesdt
HDO00O000243777 | Stacy Fong Service Desk Call: | Assigned £/28,/06 8:41:19 AM test test
HOO000O00243396 | Stacy Fong DECT Agzigned 6/16/06 10:01:02 AM test3
HOO000000243395 | Stacy Fong DECT Agzigned 6/16/06 3:53:51 AM test —
HDO000OD0243391 | Stacy Fong DECT Agzigned 6/15/06 9:49:57 AM test
HOO000000243330 | Stacy Fong DECT Agzigned £/15/06 9:45:18 A test
HOO00OODD243387 | Stacy Fong DECH Assigned £/15/06 8:11:32 AM test
HOOODO000243386 | Stacy Fong Citrix Services Azzighed 6/15/06 7. 16:16 &AM test
HDO000000243385 | Stacw Fong Hardware Metwork, | Assigned 6/15/08 7:08:42 Abd testh
HDO000OD0243384 | Stacy Fong DECT Agzigned 6/15/06 7:08:03 AM tests |
Kl [

Search/Hefresh | Mew Search | Request Detalls | - e g/ Dol avamaton - - - -
Case ID+| Stalusl [Clear) vl Case Type I [Clear) ,l Requester Hamel

EBIEQDWI j Pendingl[tlear] j‘ Sourcel[EIear] vl Requester Login|
TPIJBI j PriurityI[EIear] j‘ Elnsuretodel[clear] 'I Phonel Drgl

Iteml j Summaryl J Sitel

Description | J Departmentl
Work Log | @

SSuorLurﬂg:; J Caller Lnglnl

........................................................ Caller M amel

Create Datel J ﬂ ﬂ | Hesol\redl J Caller Phonel—




1
| SUBMITTING A SERVICE DESK REQUEST
1
| OVERVIEW
1
e A Service Desk Request is used to request assistance or to report an incident regarding
I services provided by the Department of Technology Services. After entering the required
1 information and clicking on the Submit button, a request is created in the Remedy System
I and an email message is sent to: DTSHELP@DTS.CA.GOV notifying the DTS Service
Desk of a request submission.
1
1 For azsistance, please contact the DTS 247 Service Desk at [916]) 464-4311 [
. or for matters not requiring immediate attention you may send an e-mail to: DTS
Service Deszk
| Request Procedures Service Desk Requests | Change Reguests
Subrnit 2 Reguest -
! 25 enbiies returned * 25 entiez matched ULl Seamhes|
Logout Case ID+ Requester Name+ |Category Status ~ Lreate Time H
I HOOOODOONZ2461 72 | Stacy Fong Hardware Metwork, "ok, In Progress 3413406 8:33:58 AM
1 HOOO00O002455961 | Stacy Fong DECT Hezokved 8/30/06 1:58:58 PM |3
I HDOODDOONZ243777 | Stacy Fong Service Desk Call: | Azzigned B/28/06 8:41:19 Ak
I HOOO00000243336 | Stacy Fong DECT Azsighed BA16/06 10:07:02 AW
I HOO000O00243335 | Stacy Fong DECT Azzigned EAE/06 35351 AM
HOO000000243331 | Stacy Fong DECT Aezigned B/15/06 34957 &M
' HOOO000002432330 | Stacy Fong DECT Azsighed B/15/06 3:45:18 &M
I HOO000000243387 | Stace Fona DECT Azzioned 615,06 8:11:32 &M
1
i SUBMITTING A NEW REQUEST
i e Select Submit a Request
I o A form will be displayed. Several default values will be automatically entered for you. If
| these are incorrect you can type in the correct information.
I e Each field contains a label that identifies whether it is a required or optional field. All
I required fields are BOLD and must be completed before a request can be submitted.
1 e Information can be entered in most fields by typing directly in the box provided; however,
some fields provide a drop-down button for your convenience. A selection must be made
I from the drop-down menus in the Category, Type, and Item fields. You cannot type an entry
| into these three fields. Choose a selection that best describes your problem.
I e Click the Submit button to submit the request. You will receive a Submit Successful
1 statement, the entry identification number assigned to the new request and a message that
I the DTS Service Desk has been notified. You will also receive a notification via email.
1



SUBMITTING A NEW REQUEST (CONTINUED)

' Department of Technology Services

Buifaing and supporting California’s technology infrastructure.

Service Desk

BOLD fields must be completed before a ticket can be submitted. Click on arrows (v) to make your

selection from the Drop Down Menus.

Full Name
ILinda Fratt

[Mo action iz reguired. Thiz field iz automatically filed |

Email Address
|T|:u:Id PasterskiEdts. ca.goy

Phone Humber
|E|1 B-B57-7268

[Mo action iz required. Thiz figld iz automaticathbilled in.]

Urgency
I Lo -
[& selection has been made for vou, [F thiz iz nof thecarect selec:.tiu:un, pleaseslick on the drop down

arrow located to the right of the field and select the comect Seve

Caze Type

I Praoblem =

[& zelection hasz been made far you, IF thiz iz not the correct gelection, please click on the drop down
arrow located to the right of the field and select the comect Severiby.

Category
| -

[ou muzt zelect an item from the Category drop down before you can corpigte the Topesnd Itemfelds. )

Type
| =

[vou muzt complete the Category field before selecting making-d zelection from thizdiop down field.]

Item

| |

[v'ou muzt complete the Type field before selecting making a selectien from thiz drop down field.]

Metwork, [D

[Thiz field iz optional. Pleaze enter the Router 1D, [PAddress, MAC Address, Server Mame, DMNS Mame,
Terminal [0, Printer 10, Line 1D, Cluster ID, Contpdller 1D, or any ather information that is pertinent.)

Problem Description

BOLD fields are required

[Pleaze enter a brief description of the problem. This field iz limited to 128 characters masimunn.
If you need mare room, please uze the Additional Information field below.)

Additional Information

Logout Cancel



VIEWING YOUR SERVICE DESK REQUESTS

e Click on the Defined Searches dropdown at the right of the form
selections to choose from.

My Open Service Desk Requests
My Closed Service Desk Requests
My Organizations Open Requests
My Organizations Closed Requests

Service Desk Reques‘t%hange Requests

e Select the Service Desk Requests tab (the tab should be white when selected.)

. You will have four

—

25 entries returned © 25 entries matched

Defined Searches Mulnen Service Desk Beauest

V4
[

ty Open Service Desk Requests

Case ID-I-I Statusl [EIEEII'] b I Caze T_',JDE I [E|ea[] - I

Ealegur_l,ll j Pendingl [Clear] j‘ Source I[Elear] - I

T}'IJEI j PliDlil}'I [Clear] j‘ Closure Code I [Clear) - I
Iteml j Summal_l,ll J
Description I J
‘whork Log | @

Salution

Surmmary I J
Create Datel J ﬂﬂ | Resolved J

Requester Namel

Casze ID+ Requester Hame+ Category Status ~ LCreate Time Re My Clased Service Desk B equests
HDOOO0000246172 | Stacy Fong Hardware Metwork, | Work In Progress 3/13/06 3:33:.58 AM My Organization: Open R equests
HDOO0O000245961 | Stacy Fong DECT Resolved 8/30/06 1:58:58 PM | 941|My Organizations Closed Requests
HOOODDO00243777 | Stacy Fong Service Desk Call: | Assigned B/28/06 84119 AM tegt test
HOOO0000024.3396 | Stacy Fong DEC Azzigned E416/06 10:01:02 &b testd
HOOO00000243395 | Stacy Fong DEC Azzigned E/16/06 9:59:51 AM test
HOOO00000024.3391 | Stacy Fong DEC Azzigned £/15/06 3:43.57 AM test
HOOO00000243390 | Stacy Fong DEC Azsigned £/15/06 9:45:18 AM test
HOOO0000024.3387 | Stacy Fong DEC Azzigned E/15/06 8:17:32 &AM test
HDOOD0000243386 | Stacy Fong Citrixt Services Agzigned B/15/06 7:16:16 AM test
HOOODD000243385 | Stacy Fong Hardware Metwork, | Aszzigned B/5/06 70842 AM testh
HOOO0000024.3384 | Stacy Fong DEC Azzianed £415/06 7:08:03 &M testh hd
4 ]
Mew Searnch | Request Details | - - - Bagesty S Gl smatin - - - -

Requester Luginl

F'hanel
Site

Department

Org I_

Caller Lnginl

Caller Namel

Caller Phone I

N



o After a selection is made from the dropdown, the Results Pane will display a list of requests
to select from. We have set a threshold on the search to return only 500 entries. If the
search exceeds this count, you will receive an error message. Click okay to proceed.

/3 Action Message -- Web Page Dialog

A

ARWARN [66] The query matched more than the
maximum number of entries specified for

retrieval

|htt|:|:,l',l'ms-n:al-tstrmweh,l'arsys,l'apps, |§:J Local intranet

e The top left corner will show how many requests were found during the search.

Service Desk Requests | Change Requests |

/ . n n
383 entries returned * 383 entries matched Defined Searches|My Organizations Open Requests j
H Citrix Services | Aszigned E/13/08 test? ﬂ
10:30:07 Ak
HOO0000000243373| Stacy Fang Appswin 05 | Aszigned E/13/06 test
[FC) 10:29:13 Ak
HO 000000024 3370| Stacy Fang DECT Aszzigned BA3/06 72129 test
Ak
HOOO000000243331 | Stacy Fang Appzwin 05 Wark In B/5/06 12:42:00 TESTING MID-TIER
[Server) Frogress Fi
HO 0000000243330 Stacy Fong Apps Other Aszigned B/B/DE 11:45:42 test test
Ak
HO 0000000243286 Stacy Fong Hardware Aszigned R/28/06 31547 tes test
Metwork, A |
HO 0000000243276 Stacy Fong Hardware Aszigned R/24/06 8:18:51 test ﬂ
[P Abd
4 2
Mew Search | Request Details | - - Bemashar S Ll dumatin - - - -
Case ID+| Slatusl [Clear) 'I Case Tupe I [Clear] = I Requester Namel
Ealegur}ll j F'endingl [Clear] j‘ Source I[Elear] - I Requester Loginl
TPDEI ﬂ P'iﬂlil.'u'l [Clear] j" Closure Code I [Clear] 'I F'hnnel Org I
Iteml ﬂ Summal_-,ll J Sitel
b t t
Description | J FRammEn I
wiark Log | E
Solutian Caller Login
Surmmary I J I
-------------------------------------------------------- Caller Namel
Create Date| J ﬂﬂ | Hesolved| J Caller F'hnnel




Service Desk Requests

Change Requests

e You can sort any column by clicking on one of the headers in the title bar. Clicking on the
header again will reverse the order.

25 et % 28 enties matched Defined Searchesll"ﬂ}' Open Service Desk Requests j
4 Casze ID+ E::‘;ﬁsm' Category Status Priority Case Type Create Time Resolved Time J‘J
PR S 2 0oLy LTI FTalldintale EUATUTE T ig[lb"—l LA T TULTET PR Ty u i e |
A
HOO000000243285 Stacy Fong Hardware Metwork | Resolved Lo Problem R/28/06 33341 |5/28A06 84221
A A
HOO000000243286 | Stacy Fong Hardware Metwork | Assigned Lo Problem R/28/06 3:15:47
A
HOO00000024:3:3:30) Stacy Fong Apps Other Agzigned Lo Problem G/6/06 11:45:42
A
HOO000000243:331 | Stacy Fong Apps Win 05 Work In Progress | Low Problem B/B/06 12:42:00
[Server] P
HOO00000024:3370) Stacy Fong DECT Agzigned Lo Problem B/13/06 7:21:39
Py Ad
Kl +
e To view arequest, click on one of the requests in the results pane and it will populate the
fields located on the lower portion of the form.
Service Desk Requests ‘ Change Reguests ‘
287 entries retumed * 353 entries matched Defined Searches|My Organizations Open Requests ﬂ
HOOOO00000607 72| Arnold t ainframe Pending 12/8/08 85208 20:09 5ypd - CAMYDCSE abended with -
M aldonado Operations Phd ABEMD=5000 L0999 REASOM=00000000. 1
HDOO00000060784 | Scatt Gallowa | Metwork, FPending 12,2105 Client needs VPN ports opened in order ta
2:50:28 P establish a WP to JTA. Client is tying to get to
b 3dw T catwunet goy.
HOOOO0Q000E02ER| Sheldon Brown | Selection Pending 12/23/06 rewecd service iz open. Please see general tab for
1l H I N "J:ﬁl:l:l:1 Cikd Jil' | 4 b -
HDOO000000E2236 | Pam Gorospe | Software Fending 1413406 7.32:27 Client wantz a distribution list created and added
A to Outlook,
ALUOOOUOUME 2213 Marcus Aubbs | Nebwork Swark Thn 1Al e o 28T ablsal |l phoned and zaid this circulk 1= reparting
Progress AM down, 150BGE371126-014, SR 045R02475,
D45R02476
HOOOO0000063332 | Martin Radan | Metwork Pending 1/31/08 Send syzlogs to SIMA collector at Cannery
10:30:22 AR Carnpus |
£l i3

Mew Search | Fequest Detailz |

p Case 1D+ [HDOOO0OOO0E2Z36

Category ISoﬂware ﬂ

Slatusl Pending - I
F'endingl Other - I

Type ILntu& Moates ﬂ

Caze Type I Froblem - I
Source I FPhone - I
Prinril_vl Loy j' Clazure Code I Successful vl

- - Samasetar s Sk datmair - - - -

Requester Namelpam Gorospe

Requester Lugian'am Gorospe

Phaone IS'I B-464-3972

Org Iﬁ

ItemIDther ﬂ Summalyllilient wants a distribution list created and added ta O J SitelDEPﬁHTMENT OF TECHMOLOG
Drescription |I:Iient wants a distribution list created and added to Outlook J Department]

Wtk Log |5.-"2.-"DE 81812 A Glenda WealE -mail to EBorcherding asking if e has heard back from Car @

Solution I
Summary

J ﬂﬂ | Reszolved

Create Date|1 1306 7:32:27 M

J Caller Lngian'am Gorospe

Caller NamelF'am Gorospe

J Caller Phote |51 E-164-3973




Editor window for you to view. All entries in this view are time stamped and system
protected, they can not be changed or modified.

Service Desk Requests | Change Reguests

e You can view entries in the worklog by clicking on the Diary field.[ff This will open a Diary

Case |D+ [HDOOOOODDDE2236

Category ISDflware ﬂ

Statusl Pending - I
F'endingl ther - I

Caze Tupe I Problem - I
Source IF'hnne - I

283 entries retumed * 383 entries matched Defined Searches|My Organizations Open Requests =]
HOOOO00000607 72| Arnold d ainframe Pending 12/8/06 35208 20:09 Spd - CaMYDCSE abended with ﬂ
b aldonado Operations P4 ABEMD=5000 10353 REASOM=00000000, —
HODOO000000B07E4 | Scott Gallowa | Metwork, Fending 12/2./08 Client needs WFM ports opened in order to
280:28 PM establizh a WPN to JTA Clent iz ting to get to
b 3dw 1. cakwunet. goy,
HD 0000000060868 | Sheldon Brown | Selection FPending 12/23/05 rexecd service is open. Please see general tab for
Unavailable 20851 P additional information.
HOOOO0000062236 | Pam Gorozpe | Software Pending 113706 73227 Client wants a diztibubion list created and added
A ko Outlook,
HOOO00000063219 | Marcus Hubbe | Metwork, Work, In 1430406 8:29:01 SBCAATT phoned and said this circuit is reparting
Progress Ak down, 150BGE371126-014, SR# 045R02474,
045R02478
HOOOO0000063322 | Martin Radan | Metworl: Pending 1/21/06 Send syzlogs to SIMA collector at Cannery
10:30:22 AM Campus |
£l i3
Mew Search | Request Details | - - e - Femaaiars Al sfvmatin - - - -

Requester Namelpam Gomspe

Requester Lngian'am Gorospe

Type ILntu$ Moates ﬂ

Priority | Low

1 Closure CodelSuccessful 'I

ItemIDther j Summal_plEIient wants a distibution list created and added to O J

Phone IS'I 6-464-3973

Org W

Site'DEF‘AHTMENT OF TECHNOLOG

Departmentl

Diezcription II:Iient wants a distribution list created and added to Outlook

Wtk Log I5.-"2.-"DE 31812 AM Glenda Yealk -mail to BBorcherding asking if he has heard back from E(r @

Solution I
Surmrmary

Caller Logianam Gorozpe

Create Date[1/13/06 7:32:27 AM S ] mesobved] &

Caller NamelF’am Gorozpe

Caller Phone Ig1 B-164-3973

a Work Log - Microsoft Internet Explorer
Diary Editor:

E/12406 2:52:30 PM Stacy Fong =
B

E/12/08 2:52:13 PM Stacy Fong
.

E/12/068 1003725 Ak Stacy Fong
tesk

E/12/068 10:36:48 Ak Stacy Fong
[8=54

E/12/068 3:20:45 Ak Stacy Fong LI

()% Cancel




FIELD DESCRIPTIONS

Field Name Description (All fields that are BOLD are searchable.)

Case ID+ This field is searchable and system generated when the request created and saved.

Category This field is searchable and populated from a menu dropdown to best categorize the
problem.

Type This field is searchable and populated from a menu dropdown to best describe the
type of problem.

Iltem This field is searchable and populated from a menu dropdown to itemize the type of
problem.

Status This field is searchable and Status codes are assigned to track the status of
requests. As a request goes from one stage of processing to another, the codes
are updated to indicate the current status of the request.

Selections are: New, Assigned, Work in Progress, Pending, Resolved, and Closed.

Pending This field is used to show the reason a request is in Pending status.
Selections are: Approval, Caller Information, External Agency Action, Monitoring,
Parts, Release, Requester Information, Review, Testing, Vendor Action, Change
Requests, and Other.

Priority This field is searchable and used to show how critical a problem is.
Selections are: Low, Medium, High, and Urgent.
See Explanation on the following page.

Case Type This field is used to show the type of request opened.
Selections are: Problem, Question, and Request.

Source This field is used to show how the request was opened.

Selections are: Phone, Requester, Email, Web NMP, and DSO.

Closure Code

This field displays the appropriate Closure Code: Successful, Successful with
Problems, Unsuccessful, and Automatically Closed.

Summary This field is searchable and displays a short description of the problem. The entry is
only 128 characters maximum including spaces. Additional information is entered in
the Description Field.

Description The Summary field will automatically be copied into the Description field. From
here, additional information can be entered about the problem.

Worklog The worklog is where entries are made on the status of the request. Entries saved
in the worklog are date and time stamped along with the name of the individual
making the entry. Entries in the worklog are permanent and cannot be changed or
deleted. You can view entries in the worklog by clicking on the Diary. [[¥

Solution This field will have a description of how the problem was resolved.

Summary




FIELD DESCRIPTIONS (CONTINUED)

Field Name Description

Create Date This field is searchable and displays the date and time the request was created.

Resolved This field displays the date and time the request was resolved.

Requester This field is searchable and will display the name of the person having the problem.
gg:;ueester This field is searchable and will display either the requester’s name or login id.
IE)?gm This field displays the Organization Code of the agency calling in.

Site This field displays the Organization Name of the agency calling in.

Caller Name This field is searchable and will display the name of the person calling in the
problem. This could be the individuals own Help Desk, Co-worker, or the individual
himself.

Caller Login This field is searchable and will display either the caller’'s name or login id.

PRIORITY

¢ One purpose is to set the time required for support staff to respond to a request assigned
to their group. A request is escalated and an email sent to the support unit manager for
each request that does not meet the SLA agreement specified for each priority level.

e The other purpose is to identify problem criticality. The different priorities show up as
different colors in the Remedy consoles. This allows support staff to quickly determine
which requests to work on first.

Urgent — Loss of network, equipment or application connectivity affecting multiple
sites, VIP requests, and requests that need immediate attention.

High — Loss of network, equipment or application connectivity affecting a single
site, degradation of critical application, requests that need high attention.

e Med — Operations degraded but still functional, non critical equipment
outage, DNS requests, customer has work-around.

e Low — Minimal impact to operations, customer scheduled outage, customer
needs advice or information, pending parts or Customer reply.




VIEWING CHANGE REQUESTS

e Select the Change Requests Tab (the tab should be white when selected.)

e You will see all Change Requests submitted by the Data Center. You will only be able to

view the Change Request and nothing else.

e Click on the Date Range dropdown at the right of the form. You will have ten selections to

choose from.

¢ Planned Start within next 30 days

¢ Planned Start more than 30 days from now
e Planned Start within last 30 days

e Actual End within last 30 day

¢ Planned Start between 31 and 180 days ago
e Actual End between 31 and 180 days ago

e Planned Start between 181 and 365 days ago
¢ Actual End between 181 and 365 days ago

e Planned Start more than 365 days ago

¢ Actual End more than 365 days ago

Service Desk Reguests | Change Requests
46 entries returned - 46 entries matched Date HangelF’l ;Tapndnzilﬁgt;itm?tﬁ; :1;2 gguda_l,-s 'J_
« Change 1D+ Ehlange Summary Requester Elatnned Start Elat""e Planned Start mare than 30 days fiom now -
ategory ate € | Planned Start within last 30 days J
CRO00G205 Seheduled Perform routine Dana Duncan 9/22/06 %0000 | 3/24/08 4 ctual End within last 30 days
PI~:-1a|rt1tenanFu‘:e g : """'DZ'O‘F'E‘S P P Planned Start between 31 and 180 days ago
UsIomer eques? |main enanc?. Actual End between 31 and 180 days ago
CROD0E306 Scheduled Perform routine John Graham 10/13/06 5:00:00 | 10M5/0p)anned Start between 181 and 365 daps aqo
Maintenance : ADABAS P P Actual End between 181 and 365 days ago
Cuztomer Request | maintenance.
- —— — Planned Start mare than 365 days ago
CRO00E3RS Scheduled Bldg. Engineers will Mike Glazebrook | 10/74/06 E:00:00 104 ‘”EActual End more than 365 days ago
Maintenance : perfarm monthly Ak AM
Testing test of Fire Alarm
Syatems horn &
shiobe devices.
CRO0OR30 Scheduled Bldg. Engineenng | Mike Glazebrook. | 942406 6:00:00 | 8/24/06 8:00:00 | Pending Approval | Pending
Maintenance : will perform rautine fibd Ak
Testing rnonthly testing of
(el gl ﬂ
4 i3
Mew Search
Summary | Details
Change 1D+ I Contact I J Status [Clear] =
Location [ ﬂ J System | Appr Status [ [Clear] -
Change Eategul_l,ll j Tested On | Closure Code [Clear] -
Summary+ I J Req Comp Date I J
Requester+ | J On Site? | [Clear) ;I Planned Start Datel J
Group | j Planned End Date I J




e You can sort any column by clicking on one of the headers in the title bar. Clicking on the
header again will reverse the order.

Service Desk Reguests

Change Requests

4F entries returned - 46 entries matched

Date Range [Planned Start within next 30 days

N Change Planned Start | Planned End ﬂ
Change ID+ Category Summary Requester Date Dale Approval Status Status J
R Stz Fetrerrrr ot EratrerErettmeay i S i p T R I BB e et
M aintenance ; ADARAS Prd P4
Customer Request | maintenance.
CROO0E306 Scheduled Ferform routine John Graham 10/13/06 5:00:00 109506 3:00.00 |Pending Approval | Pending
taintenance : ADARAS P P4
Customer Bequest | maintenance.
CRO0O0OB35R9 Scheduled Bldg. Engineers will| Mike Glazebrook | 10/14/06 6:00:00 | 10/14/06 8:00:00 | Approval Required |Assigned
taintenance : perfarm monthly
Testing test of Fire Alarm
Spztems horn &
strobe devices.
CROO0OG370 Scheduled Bldg. Engineering | Mike Glazebrook  |9/24/06 6:00:00 | 9/24/06 8:00:00  |Pending Approval | Pending
b aintenance : will perfarm routine AM Ak
Testing manthly testing of
RMRIMMRACY ﬂ
Kl 2
e To view a request, click on one of the requests in the results pane and it will populate the
fields located on the lower portion of the form.
Service Desk Requests | Change Requests |
46 entiies returned - 46 entries matched Date Hangelplanned Start within next 30 days j
LCHUDORSES scheduled Bldg. Engneers will[Mike Glazebrook [ TUATE/UE B:ODUD TTUATAUE 500D [Approval Hequired [Assigned ﬂ
taintenance : perform ranthly
Teszting test of Fire Alam J
Syztemns horn &
LUDE UEVICES:.
CRODOG3F0 Scheduled Bldg. Engineering  Mike Glazebrook | 9/24/06 &:00:00  9/24/06 8:00:00  |Pending Appraval | Pending
taintenance : wiill perform routine A A
Testing monthly testing of
emergency
Generatars #2 and
#3 and MSB-4
l_.r:uuuuu:ru \JLn: IUL:U:UL: : LT II_:I:L: IT\U_',';I g FIULU il g put . 1 IUU ooy put x dI IUU [appu|E ) HETL CI: :-:ULIU;IUL: II_.II Il:l_:
taintenance : requested on Support P Pt
Cuztomer Request | SCOCICST until
18:30.
CRO00ESYS Scheduled HF tMonthly Procezzing 10/5/08 20000 |10/9/05 11:55:00 |Approval Regquired |Azsigned
b aintenance : Processing Support Frd Frd -]
Toambmrnse O s sl bFoD sl b
4l ﬂ
Mew Search
Summary | Details
y Change 1D+ ERO00E370 Lontact  [Mike Glazebrook ~| Status [Fending -]
Location [Goid Camp Al ﬂ J Systern [FAC Appr Status I Pending Approval |« I

Summary+
Requester+

Group

Change [ZategmylSl:heduled Maintenance : Testing ﬂ

Tested On |F.-’-'I.C

|Bldg. E ngineering will perform routing monthly kesting of emergency Generatore #2 and J

IMike Glazebrook

J OnSite? |Yes

|Fau:i|iti3$

|

=

Closure Code  [(Clea) -

Feq Comp Date I— J
Planned Start Date |5324#DE B:00:00 A J
Flanned End Date [3/24/06 BOG00AM .|




o After selecting a request, there will be two tabs (Summary and Details) that you can click on
to toggle between the views for additional information about the Change Request.

Summary | Detailz

Change 10+ |EHEIEIEII33?EI Contact |Mike [3lazebrook. J Status IF‘ending "I
Location [fcld Camp &1 | ] system Fic Appr Status |F‘endingﬁppmval ]

Change Eategur}uls cheduled Maintenance : Testing j Tested On |F,é-,|: Closwe Code | [Clea) -

Summary+ |B||:|g. Engineering wil perfarm rautine manthly testing of emergency Generatars #2 and J Req Comp Date I— J
Requester+ [Mike Glazebrack J OnSke? [ves =l Plarned Start Date Im J
Giroup [Faciies j Planred End Date Im J

Sumimary | Details

Create Date [ZziEgeTaa | SbmitedBy[ConneDonche oo Standdims - e
SR# I J Risk [Low . Duration [hrs] I

Op Recovery ﬁ.ffected?l Mo j EMews qu?l Mo ﬂ Impactl Mirirnal j Start Date | J
RiskAmpact Enmments|Nc| gk, as generator system hag biple redundancy. J End Date | J
Backout Plan/Duration |I3 enerators will be tested indiidually for 55 minz. ea. There are always 2 gener J """"" Aokl - - - -
Acceptance Critenia ||3 enerator spstem will be full tested bo ensure demand startup for emergency pu J End Date | J




SEARCH OPTIONS — SERVICE DESK REQUESTS AND CHANGE REQUESTS

e This section applies to both Service Desk Requests and Change Requests.
e Click on the New Search button. All fields that are dark green and bold are searchable.

o Selecting from one of the dropdown fields will automatically perform the search. As you
make selections from the other dropdowns, the search will refresh and display requests
from the additional search qualifications you have selected. To start a new search, click
on the New Search button again.

e If you perform a search on a field that does not have a dropdown, you will need to hit
enter after typing in the word to search for. This search will return all variations of what
was entered. Example: if you enter the word “the”, it will return all variations (the, there,
their, other, etc...)

e You can also perform a single request search by entering a partial or full request number in
the Case ID+ field. This will also bring up all variations of the number entered.

Service Desk Requests ‘ Change Reguests |
0 entries retumed * 0 entries matched Defined Sealchesl j
Case ID+ Requester Mame+ Category Status Create Time Resolved Time Summary d
hd
L N
§ »]
<¢w Search |)Fh3quest Detailz | - Saguata Sl pamasdie - - - -
—
Case ID+ | Statusl [Clear] 1 Case Type | [Clear] -] Requester Name]
Eateguryl ﬂ F'endingl [Clear) j’ Source I [Clear) - I Requester Login|
T_l,lpel ﬂ PIiDlil}'I [Clear] - I Closure Code I [Clear] - I F'hljnel Org I
Iteml ﬂ Summaryl J Sitel
D k k
Description I J =harmen I
whork Log I E
Solution Caller Login
Summary J I
-------------------------------------------------------- Caller Namel
Create Datel J ﬂﬂ | Hesnlvedl J Caller F'honel




SEARCH OPTIONS — DATE SEARCH FUNCTION (SERVICE DESK REQUEST ONLY)

e If you perform a Date Search function, click on the text editor J located on the right of the
field. A calendar will appear allowing you to select a date and time. Click okay and the date
and time will be entered in the field. By clicking on the ;| , you can search for requests
either before or after the date entered.

Service Desk Requests ‘ Change Reguests |

0 entries returned * 0 entries matched Defined Sealchesl j
Casze ID+ Requester Name+ Category Status Create Time Rezolved Time Summary ﬂ
= = September 2006 = =
Sun Man Tue  wWed  Thu Fri Sak
1 2
3 a5 |6 |7 [8 ]9
10 11 12 13 14 15 16
17 18 20 21 22 23
20 | 25 | 26 | 271 | 28 | 29 | 30 i
4 2
Tirme
Mew Search | Fequest De I']E:EIEI:I:II:I Py « e e Smgasiar S Gl simaiin - - - -
Case ID+| -I Requester Namel
ak. Cancel
CatEQDl}'I 'I Requester Lnginl
Typel v I F'hunel Org I
Item| = Site
— B i t
Dezcription I J Fharmen I
Work, Log I E
Salution Caller Login
Surnrnarny I J I

............................ Caller Namel

Create Datel J Caller Phone I




REQUEST DETAILS — PRINTING OUT A REQUEST (EXTERNAL CLIENTS)

e Click on the request you want to print and then click on the Request Details button.

Service Desk Requests | Change Reqguests |

95 arties retumed * 5 enfries matched Defined Searches|My Open Service Desk Requests -]

« Caze ID+ Requester Hame+ | Category Status Create Time Rezolved Time Summary ﬂ

HOOO00OO0024 3276 |Stacy Fong Hardware Metwark, | Azsigned B/24/08 8:18:51 AM tegt

HOO00OO00243236 | Stacy Fong Hardware Metwaork, | Azsigned B/28/08 3:15:47 Ak teg test

HO0000000243330 L ctecn Fopa ppe-Clthas P— CACANE 1L AE A7 Abd bech bect

HDOOODODO243331 | Stacy Fong Apps Win 05 [Server] “Work In Progress B/B/A06 12:42:00 P TESTING MID-TIER

AL UOUIULL LS 2070 T atacy Fong LELT AEzigned BT LT ad A ezt

HOOO00OO00243373 | Stacy Fong Appz Wwin 05 [PC) Azzigned B/ 3068 10:29:13 Ak tegt

HOOO00OO00243374 | Stacy Fong Citrig Services Hazigned E/13/06 10:30:07 Ak tegts

HDO000000243375 | Stacy Fong DEC1 Aszigned B/13/06 10:31:01 Ak testd

HODOOODODO243376 | Stacy Fong Default Work In Progress E/A13/06 10:32:22 Ak testd

HO 000000242377 |Stacy Fong Default whork, In Progress B/ 306 103317 Ak testh

HOO000000243330 | Stacy Fong DECT Agzianed E/15/06 6:59:43 AM test2 hd

ﬂ T — ﬂ
MNew Searchq, Request Detai@ - o - St alty dviasitn - - - -
Case 1D+ HDOOD 31 Statule’ork In Prag vl Case Tupe | Prablem 'I Requester Name'Stacy Fong

[Zategmylxpps “Win 05 [Serve j
TypelFlemedy j

Pendingl [Clear] 'I Saurce IW’EI:' YI
F'riDrit_'.ll Lo j' Closure Code I[Elear] vl

Requester LuginIStacy Fang

FPhaone I[EI'I E] 454-4311

Qg Iﬁ

Caller NamelM ickey Mouze

Caller Phone |1 2I4RET

Item [Dther | Summary[TESTING MID-TIER | Site [3101 Gold Camp Diive
Description [TESTING MID-TIER TEST TEST ] Department|
work Log [E/12708 2:52.30 PM Stacy FongeB/12/08 25213 PM Stacy FongeE/12/06 10:37:25 M 5t [1]]
Salution Caller Login|Mickey Mouse
Sumrnarny I J I

Create D ate[6/6/06 12:42:00 P

J ﬂﬂ | Rezolved

e The following form will be displayed.

e 7+ HDOODO0O0S05540 Category [Circuit -] Status |Assigned =
Metwiark IDItest Type IEIther ["oice) j Pending |[|:Iear] ;I

Item |Ma|function ﬂ Clozure Code | [Clear) ;l
Summary ItESl test j J

General | Activity ‘ Reguester Information | Solutions |

—Laze Log
Wwiork Log E

Time Spent
Resolving Caze  [minutes)

0

—Time Infarmation

Aal Fime [3/15/06 35322 2M .|

Submitted By |Linda Pratt

IEIH 506 3:59:22 AM J Resolved I J
{ aefaatiadde |Linda Pratt Ao T IS.-"IE.I"EIE 3:593:22 &AM J

[Cinda Pratt Create Date [3115/06 G53.22 8M |

Aszzigned

Submitter Org ||3'|‘~'1‘~-r Created By

PFrint Request | Cloze




REQUEST DETAILS — PRINTING OUT A REQUEST (EXTERNAL CLIENTS)

e To print a request, click on the Print Request button. This will display the entire request,
including entries in the Worklog. Click on File and then Print.

Network |D jtest

Summary |test test

Cse 7+ [HDOODOOODS05540 Category [Circuit | Status | Assigned |
Type IEIther [Moice) ﬂ Pending | [Clear) _|
Item [Malfunction j Clasure Cods | [Clear] =

General | Activity | Requester Information | Solutions ‘

—Casze Log

ok oo

J File Edit \Wiew Faworites Tools  Help

3 http://ms-cal-tstrmweb/arsys;/servlet ‘'com.remedy.arsys.reporki

@ Time Spent N
I-Hescnlving Caze [minutes)
0

7™ || rAdobe - W - &

j[SearchWehlleSF J S I—J

Sub

Mot Tine [3715/08 35922 M _ |

Suby Ticket # HD0000000505840
Full Name Linda Pratt
Phone %16-657-7268
Office
Organizationt+ DTS

Region
Site
Department

Division
Description test test mid-tier
Prionity Low
Urgency Low
Category Circuit
Type Other (Veoice)
Item MMalfinction
Network TD
Assigned Group Service Desk
Create Date 5/15/06 55922 AT
Resolved Date
Status Aszigned
Pending
Work Log Linda Pratt 9/15/06 95922 AN

] Create Date [5/15/06 9.53.22AM | .|

Frirt Heqm Cloze |

<3 http:/ /ms-cal-tstrmweb/arsys,

Ermal address: Todd Pastersla@dts.ca.

”‘ Edit ‘“Wiew Faworites To

My F
: Cpen... Chrl4-0 k

Edit

SEYE i ]

Save fs..,

Ckrl+P
Print Preview, ..

Send »
Import and Export. ..

Properties
Work OFfline
Close




REQUEST DETAILS — MODIFYING / PRINTING (IN-HOUSE DTS STAFF ONLY)

e Click on the request you want to modify or print and then click on the Request Details button.

e The following form will be displayed.

Status |W|:urk In Progress =1

Pending I [Clear]

[

Category |Hardware Metwaork ﬂ Closure Code | [Clear) ;l
Type [CONTROLLER | Escalated? |No =l
Item [Other | Network ID [2SDFGASDFG

Summany |T esting new

S

General |Actiuity | Reguester Information | Duplicates ‘ Solutions | SLas | Related kems | Problem Management ‘ Vendar ‘

—Caze Log

whork Log

Ewvent D ate I
Ewvent Time I

_Time Spent Rezolving Caze

Submitted By |Stacy Fong

Subritter Org |DT5

Created By

£ ety IStacy Fong
IStac:y Fong

Time Spent [min] Ilj i’ Start Time J Start Clock Total Time Spent [min
Stop Clock ID
Azzignment
Group+ |Serviu:e Desk ﬂ J
Individual+ I ﬂ J Agsighment Histary I @
Time [nformation
A Fime [3713/06 53358 M| .| Assigned [313/06 83358 AM .| Resolved | -

Mg Fime [B15/06 10367080 |
Create Date [3/73/06 B:3358AM _. |

Prirt

Request | b odify

| Cloze |

Service Desk Requests | Change Fequests |

25 entries returned ¥ 25 entries matchead Defined Searches|My Open Service Desk Requests ﬂ

« Case ID+ Requester Hame+ | Category Status Create Time Resolved Time Summary ﬂ

HODOOODODO243276 | Stacy Fong Hardware Metwaork. | Assigned B/24/06 8:18:51 AM test

HOOO00OO00242236 | Stacy Fong Hardware Metwark, | Azsigned B/28/06 3:15:47 Ak tes test

HOO000000243230 L Chacy Fopn ppeClthas — CCA0E 11542 bd bech bect

HOOOO0O00243331 | Stacy Fong Appz Win 05 [Server) Work In Progress E/BA06 12:42:00 Prd TESTING MID-TIER

ALUTOUOOL L300 T atacy Fong LIELT Azzigned b e LT ad AM ezt

HDOOODOD0243373 | Stacy Fong Apps'wWin 05 [PC] | Assigned E/A13/06 10:25:13 AM test

HOOO00OO00243374 | Stacy Fong Citri Services Azzigned E/13/08 10:30:07 Ak tegts

HOO000000243375 | Stacy Fong DECH Agzigned B/13/06 10:37:01 Ak test3

HOOOOOO00243376 | Stacy Fong Default whork, In Progress B 306 1003222 Abd testd

HDOO0D0D0243377 | Stacy Fong Default ‘whork, In Progress BEA3/06 10:33:17 AM testD

HOO000000243380 | Stacy Fong DECT Aszzianed E/15/06 6:59:43 AM test2 hd
: — ﬂ
MNew Search( Request Detail's) - o - St alty dviasitn - - - -
Case 1D+ HDOOD 31 Statule’ork In Prag vl Case Tupe | Prablem 'I Requester NamelStacy Fong
[Zategmyﬁpm “win 03 [Serve j Pendingl [Clear] -1 Source IWeb 7l Requester Login Stacy Fong




REQUEST DETAILS — MODIFYING / PRINTING (IN-HOUSE DTS STAFF ONLY)

e If you need to update a request.
o Make the necessary changes to the request.
e Update the Worklog.
¢ Click on the Modify button.

e If you need to print out a request, please follow the print procedure on page 18.

Category IH ardware Mebwork ﬂ Clozure Code I [Clear] = Status I'W'l:nrk In Progress =
Type [CONTROLLER | Escalated? |Mo - Pending | (Clear) =
Item [Tther | Metwark ID [2SDFGASDFG
Summary  |Testing new E N
General |Actiuity | Requester Information | Duplicates | Solutions | SLas | Related temsz | Problem Managemernt | Wendor |

—Caze Log

work Lag Event Date I

Event Time I

_Time Spent Rezolving Case

Time Spent [min) ID Z’ Start Time I J Start Clack Tatal Time Spent [min]
Stop Clock I':'

Agzignment
Group+ ISewice Desk ﬂ J
Individual+ | j J Aggighment Histary | @

Time Information

Aminaf Time [M1HOEBIZTEAM | Assigned [3/13/06 83358 AM | FResolved | ]

Submitted By [Stacy Fong L awtmoiiacige [Stacy Fong Mwiiad Time [A15/06 1036T0 AN |
Submitter Org DTS Created By [Stacy Fang Create Date [3/73/06 83358 AW .|

/\
wt Request | Mcudif_l,I/P Cloge |




